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agreement with the VAS rankings was 93% for the DCE tasks and 91% for the BWS
tasks Although the rescaled latent utility estimates were similar, the 95% CIs were
much wider for the estimates based on BWS than for those based on DCE.
CONCLUSIONS: The DCE performed much better than the BWS in eliciting prefer-
ence to EQ-5D-5L HS. BWS might not be an appropriate technique for valuing the
EQ-5D-5L.
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OBJECTIVES: Published ‘Think Aloud’ experiments on EQ-5D elicitation methods
suggest that VAS and TTO may capture different constructs of preference. There
has been some discussion concerning issues of so called implausible options and
the possibility of non-trading in DCEs, the extent to which respondents may be
‘aware’ of their rationale for choices or valuations, and the use of heuristics in
complex tasks. This qualitative study seeks to uncover how respondents think
about EQ-5D elicitation tasks, and how they arrive at—and—interpret their re-
sponses to the extent that they are aware of these processes. METHODS: Forty
respondents carried out a series of valuation exercises (ranking, VAS, TTO and DCE
in randomized order) involving 6 EQ-5D states. In a variant of a ‘Think Aloud’
method, respondents were asked to explain their thought processes and decisions
after each exercise. RESULTS: A ‘Thurstone Effect’ is suggested by Ranking-VAS
preference reversals: 58% of respondents reported having ‘changed their minds’
about the order of preference among states when assigning VAS values to states
that they had just ranked (novel task), and declared their VAS order as being ‘cor-
rect’. Evidence of TTO non-trading thresholds, and inclusion of factors in TTO that
are absent in VAS valuations were observed (68%). Differences between valuations
are also observed because of the natural comparators in each elicitation method:
11,111 for TTO, one pair for DCE and all 6 states for ranking andVAS. Some evidence
of the effect of one elicitationmethod on anotherwas found. E.g. some respondents
report that performing a TTO task in between a VAS and DCE influences the way
they compare states in theDCE. Further insight into heuristics used by respondents
was obtained using patterns of preference reversals and confidence ratings.
CONCLUSIONS: These findings carry implications for the design of EQ-5D Valua-
tion subsets.
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OBJECTIVES: To investigate general public’s perception towards the role of phar-
macist in Pakistan’s healthcare system METHODS: A quantitative approach was
used to gain the understanding of general public’s regarding the role of pharmacist.
The study population consisted of general public from three cities of Punjab prov-
ince naming Islamabad, Faisalabad and Lahore. A sample of 385was calculated and
by adding 20% dropout rate sampling size was 462 consumers were selected from
the pharmacies (chain and independent) of three cities of Pakistan. RESULTS:Ma-
jority of the consumers 80.1 % knows who is pharmacist? 49.8 % of he respondents
found the pharmacist working in the pharmacies. Only half of the 56.9% respon-
dents replied that they can get medicine without prescription. A total of 74.1%
believed that pharmacist can guide the regarding their medicine; 67.7% of con-
sumer felt comfort table while taking advice from the pharmacists, while 65.3%
trust on pharmacist’s advice. Besides medicines 53.5 % of the consumers trust on
pharmacist’s advice on health related issues. Only half of the respondents 50.2%
shown their satisfactions with services provided by the community pharmacies.
CONCLUSIONS: The general public in Pakistan is aware of the pharmacists in the
health care system. There are shortcomings in professional practice terms of pro-
viding pharmaceutical care services to the consumers. The trends of chain phar-
macies in Pakistan which appoint pharmacist as 24hr at pharmacies, is greatly
responsible for the creating the positive image of pharmacies in the society. The
only need of time is to increase the number of pharmacists so that the pharmacists
along with the management can equally focused on the provision of health care
services to the community.
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OBJECTIVES:To assess theHRQL andhealth utility scores for adultwomenwithAD
in the United States in 2006.METHODS: A retrospective cross-sectional case-con-
trol design using 2006 MEPS. Females 17 years who reported ADwere selected. A
control group was created using propensity score matching. Short Form-12 (SF-
12v2)was used to compute physical component score (PCS) andmental component
score (MCS) and EuroQol (EQ5D) score was mapped from the summary scores. To
estimate the impact of AD on HRQL, multivariate analysis was conducted for PCS,
MCS, and EQ5D. The dependent variables were regressed on the dichotomous AD
variable, controlling for sociodemographic characteristics, and comorbidities.
RESULTS: Age, black race, public insurance, south, at most low income, mood
disorders, alcohol or substance use disorders, diabetes, hypertension, asthma, and
CCI lowered PCS score. Public insurance, south, At most low income, mood disor-
ders, eating or sleeping disorders, alcohol or substance use disorders, hyperten-
sion, asthma, and CCI lowered MCS score. Public insurance, south, at most low
income, mood disorders, alcohol or substance use disorders, diabetes, hyperten-
sion, asthma, and CCI lowered EQ5D score. The unadjusted and adjusted summary
scores were lower for the AD group when compared to the Non-AD group.
CONCLUSIONS: The AD group had lower HRQL scores compared to the groupwith-
out AD, even after adjusting for demographic characteristics and comorbidities.
This indicated that, at least for the year 2006, adult womenwith AD perceived their
HRQL to be lower than women without AD. In fact the mental component of their
HRQLwas even lowerwhen compared to its physical component. This is consistent
since AD is a mental disorder.
PIH43
AN ASSESSMENT OF SERVICE QUALITY AND ITS EFFECT ON CUSTOMER
SATISFACTION IN COMMUNITY PHARMACY STORES
Khater SM, Nayak R
St. John’s University, jamaica, NY, USA
OBJECTIVES: To examine how a humanistic outcome of patient satisfaction in
community pharmacy stores is affected by perceptions of service quality and to
explore the effect of service dimensions (Tangible, Reliability, Responsiveness, As-
surance and Empathy) of SERVQUAL on customer satisfaction.METHODS: A cross
sectional research design, utilizing a self-administered paper-and-pencil question-
naire and convenience sampling techniques, was adopted to address the study
objectives. Pharmacy service quality was measured utilizing SERVQUAL (Service-
Quality) instrument and scores on a two-item patient satisfaction scale served as
the study dependent variable. About 101 customers who visited New York City
community pharmacies over a period of 8-10weekswere recruited for the study. 76
usable questionnaires were obtained (response rate75.24%). Interrelationships
among SERVQUAL dimensions and their correlations with customer satisfaction
scores were evaluated. RESULTS: Amultiple linear regressionmodel revealed use-
ful patterns and the order in which SERVQUAL dimensions contributed to varia-
tions in customer satisfaction scores. Service Assurancewas themost important of
the five factors in the prediction of customer satisfaction, followed by empathy,
reliability, responsiveness and tangible respectively. Significant positive correla-
tions were found between assurance dimension of SERVQUAL and customer sat-
isfaction (r0.711, P0.01), and between empathy and customer satisfaction
(r0.487, P0.01). CONCLUSIONS: Besides confirmation of positive influence of
service quality on patient satisfaction, the current study also provides insights into
the order and significance of diverse service components in the determination of
satisfaction. Certain dimensions of service quality, namely assurance and empa-
thy, are more important in the prediction of patient satisfaction than others.
Therefore, from a pharmacy perspective, prioritizing these factors in service en-
counters might actually result in desired health outcomes for the patient and in-
creased revenues for the store.
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OBJECTIVES: The objective of this study was to determine the association of pa-
tients’ perception of health and clinical comorbidity with the level of patient sat-
isfaction in community pharmacy setting using a national level data.METHODS:A
cross-sectional analysis was conducted using 2008 Korean National Health and
Nutrition Examination Survey (KNHANES). The study employed Andersen-Aday
model as a conceptual framework which includes explanatory variables predictive
of patient satisfaction. The status for clinical comorbidity was determined using
Charlson comorbidity index and the total number of chronic diseases was esti-
mated. Patient satisfaction index was calculated using five-point Likert scale (i.e.,
ranging from 1very satisfied to 5very unsatisfied) available from the KNHNES
data. Bivariate correlation of clinical comorbidity and perception of healthwith the
level of satisfaction with pharmacy services was examined using descriptive sta-
tistics. Logistic regression analysis was used for multivariate analysis with an al-
pha level of 0.05. All statistical analyseswere performed onun-weighted data using
SPSS 18. RESULTS: A total of 9744 people participated in the 2008 KNHANES and
about 32.2% of the survey respondents reported their community pharmacy visits
within past two weeks prior to the survey. The mean satisfaction score was 2.1 
0.72 (meanSD) indicating patients’ satisfaction. Of 2,995 patients who visited
pharmacy, 73.9% reported to be either “very satisfied” or “satisfied”, 23.3% gave
neutral responses, and a very small number of patients (2.3%) indicated dissatis-
faction. Of the pharmacy users, 51.4% had one or more chronic diseases and 23.1%
were associatedwith positive comorbity index. Themultivariate logistic regression
of unweighted analysis revealed that patients with bad perception of health were
more likely to be satisfied with pharmacy services (OR1.446, 95% CI 1.076-1.943,
P0.05). CONCLUSIONS: The study found patients perception of health is a signif-
icant predictor of patient satisfaction with pharmacy services..
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OBJECTIVES: In the NewChineseMedical Reform, university students are included
into themedical insurance system for urban residents (URMS) from 2010 to resolve
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